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MOTTO :  
“INTELLIGENCE IS NOT THE DETERMINANT OF SUCCESS, 
BUT HARD WORK IS THE REAL DETERMINANT OF YOUR 
SUCCESS ”  
PERSEMBAHAN  
UNTUK :  
ALLAH SWT yang telah memberikan Rahmat serta Hidayah-NYA 
sehingga saya mampu menyelesaikan Tugas Akhir ini dengan baik dan 
tepat waktu. 
Kedua orang tua yang selalu mendoakan dan memberikan bantuan materil 
ataupun non materil dan adik-adik saya. Semoga kalian selalu dalam 
lindungan Allah SWT. 
Dosen Pembimbing saya ( Bapak Najib ) yang telah meluangkan waktunya 
untuk memberikan bimbingan demi terselesaikannya Tugas Akhir ini. 
Pimpinan dan semua Karyawan Bank BRI Cabang Pahlawan Surabaya 
yang telah memberikan kesempatan untuk melakukan penelitian dan 
praktik kerja langsung dan semua ilmu juga dukungan yang diberikan. 
Semua Teman diploma manajemen STIE Perbanas, Sahabat yang saya 
sayangi, dan seluruh pihak lain yang turut membantu melalui doa dan 
dukungan semoga masa depan kalian indah dan menjadi orang-orang 
yang sukses dan membanggakan. 
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bahwa tugas akhir ini masih banyak kekurangan mengingat keterbatasan 
kemampuan penulis. 
Oleh karena itu penulis sangat berbesar hati untuk menerima kritik dan 
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CUSTOMER SERVICE EFFORTS IN IMPROVING SERVICE ON THE BRI 
BANK BRANCH PAHLAWAN SURABAYA 
 
HARWINA RUSTADIA 
STIE Perbanas Surabaya 
E-mail : 2013111046@students.perbanas.ac.id 
ABSTRACT 
 
 
The development of banking is now more widespread and familiar at all 
levels of society. In addition, the bank is greatly needed by the public and it 
became an opportunity for the banks to get customers to want to put their money 
in the bank. 
 
the purpose of the research conducted at the Bank BRI branch Pahlawan 
Surabaya is To Know duties, powers and responsibilities relating to Customer 
Service at Bank BRI branch Pahlawan Surabaya. know the efforts made by the 
Bank to the Customer Service in improving service to customers. the impact on 
the Bank with an increase in service a Customer Service To find out the barriers 
and solutions. The benefits gained from this study, Got the knowledge and insight 
on any duties, powers and responsibilities, Gaining knowledge about the efforts 
made by the Bank to Customer Service to improve, got the ministry about the 
impact an increase. 
 
Gained insight on the impact of the Bank with an increase in service Customer 
Service at Bank BRI BrancPahlawan Surabaya. Role of Customer Service is 
expected to provide service that is fast, accurate, and friendly to customers. 
 
Keyword : Customer Service, BRI Branch Pahlawan Surabaya, service 
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